Tf^R^ W HFF-33004/98 


REGD. NO. D. L.-33(X)4/98 


M 


S^ke (Daxette of ^ndia 


EXTRAORDINARY 

vm n—iaR¥ 3—o) 

PART n—Section 3—Sub-section (1) 

mftranr ^ tranftRT 
PUBLISHED BY AUTHORITY 



321 ] 3TTOT26, 199B/m^4, 1920 

No. 321 ] NEW DELHI, WEDNESDAY, AUGUST 26,1998/BHADRA 4,1920 


(anWSiOTH^WT) 

imnr) 

26 ar^TOT, 1998 
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(1938 ^ 4 ) ^ tlRT114 ^ ■3R«M ( 1) ^RT Tlfwtf "i^mritTT ^ ^ WIT Wft t, "3^ ^ "SWir (1) ^ 31^8515^ ^ 

^ JlHebRl y^hlfSlIfl 31^■1I;RTT lit'^wft t '91?^ R1'5R% 

WT!T■^‘ IpICMVH ^ Tnfhsr ^ firff RT RT 97RRI^%RftR TR^R SRT f*1RR I^TiRT ail^'d I 

2, fWrantfrRRi^^TTlTTi^-sfT f5t>^ Rijftfl ■^'3R9T?RR)tRRRT'^ PerPlf^y fllfl«rt'9TRI‘3R^ Rlf^ UTRTlftit f, HiohR 
?I11 f^RR%RT RiniTTT I 

3. "RMt 3TT^ RT ■g^TTR f^RtVIRT, ^ftRTRRTR, STtWrI ftRTR, f^RRTcTR, '^ttRi RTRRi RRR, 1^5# % Rlt-RT ^ RITTUt I 

UR5TR 

1. ^Rytd Hra.—'?Rl^TRRf RJTRftiTRTRTRTitR) ftlRTIRR f^TRTTR'pTRR, 1998 ^ I 

2. HPJ.ltRT.— fm ■RTRTTR RiRRR afrt RfTRR ^tRT RTRRR Rit RR^ RT^ ■R'f^ R^ RRRWi Ri\ 

■qtj 11^ ■^RjftR RTRTR, ■ftRft R^RT RRTft rH TT fRR^' % 'SRRRf ^ Rft RRRiT RF RRTRTR RIRT t f^RRt 

R^ RRRfI' RTF ■fVTRiTRIf 'pTRRRI RR RF^ ift' Rt fRRRt Rff aT^^arf R?f ''JIT RRRT ■! 1 

3. —FR fwif RiT TftRT RRR^ R)t afR T^IRf % Pi 951^ IRRf^ R'ft 'ftlRiTRlif Rlt RTIRIT R!«1TT, FWJ^f aftT 

f^ffltftl'^iJCRRRTtl 

4. TTf^TR^''^RIRRRli^'?M^apRRTa7^ftRTR^; — 

(Ri) ‘'aiTftrf5m’'^^3lf?lfSm, 1938 aifVfdiTt ; 
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(Tsr) srMTTt; 

(T) 3rih?T^3TTtviMt 

TFTTRT’^Wt'l; 

(^) 3Tpi|Pm, l972 ^^9^3WTr(l)%3(Tifh 

3TTrtn^ TTTT^ 

C^) (1) 

('^) Vm64T^'f^#e-4^^Tl^^TTTWT^T^ 

(^) pg^Pl^ l Hah ' 

17(2)/94-'«ftRT't^^, fll<)<a 23-1-1996 ^T^TTPrI Picmm 'j'; 

(^) VRTft^-RmOT irffar 3Tf^ 1 

WtlK^ ’^Wt «f)K«1R ^ 3fT55rf^ T^t 1^; 

(^) «4fVi ^ R<i3h ’5TTT ^ ^ TT#rft # ’^; 

5. TsftRT’yrnftf^T^>HT*—(1) ^ v^ ifirr PrT^^' yrtisb iftTn eb^-H-fl 

ffPlTl 

(2) ^^ fi i HMn^ i^^i 

(3) ^TT# Pl^m 3 pM ahK«(K V ^ ftlT* WT^T ^ Piqli^'i '^t %, 3TTHV ’FTT Pai^P^n '^FtnT : 

Ttj "^TF #RT f^PTR ^ ’?TRft fWT % TT^IT 3T13T«^ ^ ^ Tppf | 

6. 1 ) TTRft fRFff % 1?%R % TJifT ^ ^5^ 3Tp^^T7 «lPw^7 1 

( 2 ) 34Tt*(^^TA’1 ^ ^ Tsqrl^ "^MT WM FW I 

( 3 ) ^ Pl°f>T^ 5KI Pi+^ifciRain ^*1C:1«^< ^FmR] &KI ^HK Rtm TT ^'ICI 

(^) ^ ^ 

(l3r) WW mRh<; % Ft yfnPifV Pjiti^ ^in^n 'STRTT: 'jflq'i 41 ^ii ^K'i^K '3 tVt 4^RT 14^4*^^ 

3fftrf¥^t — 

(T) TRaFHT "afT TFT —TTF^ 

7. #TVt ^TTjrffer ^ ftrr Il^Pt^i^^ '^^T^'^PTT : 

TTT ^ 3?Tg TORT TF TFT I 

8. Mri ^ — ( 1 ) r4»4l '3iT^'^<H^'1 ^ ^l^ll <3^4i &KI «tilRd 4l< %‘ % ^K'^1 

H^hNl 1 

( 2 ) a^fcSTFR^^ ^ ^ %ftTF *^fVi Pl^^ tTR <i^*ii 

TTR^ I 

(3) ^^JrTTTftf^F^ ^^T^^f|i^^ % ^ ^ TSTT^ TR^Tlf^ 

^ ^ itrf^WT ^ 7T^ I 

(4) TjtRT ftrpRfFHF yrf^ati4.^i ftrwtoff tt wft "PrapFr tf tpt ’i^ % '3T^r^ Ft "ff ’TOF^t 

TtT!TT ^RTRF TtVtT I 

9. FTFtl^Srf^TO 3lrf^*— (I) a^N^FTTAr %%FF%FW'AfFFFT7FTT 

ptiHI 'JIMV M I 
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TTSTT? ; 




(2) % '3T^ 'Sftr hRciI^hI ^Ki RtPiRi^ I 

10* 3tfft3R*ilRdU—(1) WH ’TT iVJl '^hTT Tm-7TFT^ 

Plft{'^ f^Fi^ ■^STTq; I 


( 2) viitft TT^^’jfr^ 3lf^=MRni I^Pif?!'^ ^')^‘ii I 

(3) Hfi'SMMnT % Tfhr Pkieri: % 3?^ ^rRi^TTiftTn ^ % ^ftTR 'STFTtf^ i 


11. 

<iHCi««T ^TkKT I 




( 2 ) ^ Tjfe ^ WkT^' ^ ^ "R^nT I 

( 3 ) M "^TTT, ^1% '3^ hRciR^'hX tlP^nKiM % ^4''=llR‘^^ 4^<H ^tT^, ‘Sfk 'ST^ ■?T*'1T "RkT^t 

% HR^^^’33n^'=JTTTt^ I 

(4) % ’3TR'? f^rPrit i 

(5) ^ ^ Pl^Mq ^ 'Ji[i<MI I 

(6) 7ll^fl H<h4 37 R 1 H ’^’Tf fHPikTt '3^|4'^’1 ^Vii I 

(7) 1 '6’i^ ^4’’^!^ "^x ^icrii <5*1 41*11 ^*kPi4T &KI 4PrT hR^ci %r 0,4 ^r^^rkT 4" 

^WT nsiii^mi ^Ster wft frriPT ^ xi^-xfr 'rx W4ft^ f4i^ '^; 

■'TXj 7ii4t Pi^i^i ’ 51 X 1 RiPiR’q^i 'Jii^ "^PT ximijmiRi'^ ’^^.4 41^ 'sfix 41HT ofiK^R 4 

8h^Ri4f % fijx^f 4 WT ^m,'!! i 


( 8 ) w:^ 4p7T ^^41 WTTT ^ t:TMT ftx^ 4^ «bH4l ^ ^ ^ 41 [44*1 3TFT % ^TyTTTT ’^PTTI 

Tqt#tiFxnT;—i?xr4Hf4^ % :iH4f*ii 'qx^rm 

Pnr «flHr^?if ts^ 41[44h ^f \ 


12, 3^Tw<44^hAh viRw.—(1) PiHfMfian 

(^) Pm 13 %3T4H : 

(i3r) pFRft 41 hi^M ^ Pi^i^a ^ : 

(■n) miRi4^ % Pt 4^ ^ "m X7^ ifff4q*i ^rm ^ f4c(iq : 

(^) MiRiRi 41' % ^ ^ [qqif; TT^ f^qiq ^ XT^rpTH f: 

("F) T^T^f % Pn^ixf ’^* [4ci«>n : 

(’n) iflPx^H ^ 3nP?T % ^ H Pii^ “W ^ ^pRT : 

(2) ^i*<i'^^4'i 0.4 hI^<! 4 ^ <5X14i Pr^TXT®f [4 m 41 % ^’^4n 37T^ ijf ^fR ^tr4 4t[4n ot|fVi ^*iTT 41*il °h*^4[ si<i 

hk^hR^^j "^iXR ^1.% RnRsici '4' ^ fV)Hi ’^TTTTT % TTt ’4' ^i4 1 

( 3 ) ■3iT*^'^in4i ^ m RtPi^’q^ PF) «t^i 4Pi pjik4 Riomhci '^'^|41 % \ Ri=M^n <3ti4i ^Ri Ri'cik fe'O <ni4 % Rim. ^fix 
^Pttt % '^TT fiiff, 3fPm tjPtt I 

13, (1) ^ -eqpF^T, ^PttW ^ Pt^ ^ i^, x^ ^ PfPi^ ^tkiPi^iO ^ xnm ^ 3 xt 

3TP^^^^T^pT ^rPr^jiftm % 4 Ptx "TO 4lHi«*)?Tf f^rxr^ ftrF^m Trrarr ^ %, PiRaa ^ ^mi i 

( 2 ) ’ftWTOT RnRan Pi ’A4t '3^\x ^3XT^ "WV^ '=iiRxi 'JRT ii*-H«f "4 TX^TRlft^r A A 3^7 ^XTp 

% m sffx "qp, «flki«^flf ftishm “^rP t, Pr m '^Px Tnxsrr ^ wrfm % "qp, ^x^rrW ’sixi Pn "qt ftm^rw^rf f44x 

■qTXTTT *iR; ^ XTHppT '^TT^ TTPt ^ m^Ri hR*ii’J| 3Ttx "P ^i41 ^ TTFTI 

W XW ^ Pt^X^ TTpf I 


( 3 ) ^ ^ P?I^I^ TTET ifkp 

W 

■qr Tft ^ xgnft^ ^ 1 

Tfp ^3xqp7 % 4 Pr q?nf ^ w^ ^ ■5377 "qr i 


1 *1 ' 111*10 «ii*ii'5^oi ^\ icii^o 'Oi^^Hiqqn \^^\ r»i ^i*iionni n 

.it. xPtPt^ ^rPTmf ^ ^xtPt ^ qp qipq ^ m 

rf, 41*ii‘’f3n! ^TXT xr4 Prqj ^ Xig^^ "q I 
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(isr) 5KI ^ ''TT <jxi< %" % 'fln<’^Ft 

(■n) ii" ’fT^'qT‘iTWT^%’?7T=r^ 

14. (l) ^W^oiUlO % TTt fWl 13 ( 1 ) ^ { 2 )^ 

^®ticii 'J' I 

TfN 'JlHflbld ^ "^TW f I 

(2) ■Rfiflbi^Pi ^ PmdKi ■^'jfli ^ ^ wtn\ \ 

s i < i^TT^f ^ fi ^vy 

15. (l) ^5P*T Rfi'3tilR?l^nf ^+ii«t>nf % <H1H^ «ft<K RnHsi^l ‘SRT PiH^iKi, 

TifinT fifi«tiiHn«tinf afir i ftrprfW ^ 3nf^ ^iidia w ^ ^ i 

■^T^J^RTI "^Rt 31^41 Wl*})!?! ^\^ll ^ffk '3^HOh1 Fifl'Jtil^d % ^RiM 

%%!?: fa^TPIT 

(3) r^fllflvi ^'Q^TlftT '^3n^'^*l1'}>'fJT 'TT%'?TT«T’B^ ^ 'HHtITT^hR «flH10hflf, 

Ri4i|RVi MiKi %" 15 Ri'fiRifil ^^Hicn *tRMi 'Cfit 'ST^hici’I ^*ii I 

16* ( 1 ) Rfl^wnd ^ ftH<iKI Pl<H+1 15 % &KI 'ITjl 0,^1 ''T^TT^ ^^11, ^fR 

MRn^R i 4f ^ t i 

(2) RiRan "^Rtt 3^R Ri<?iWTV>flf ^ wn wt ’^Rttt :— 

^41hI^^1^R5|H mR'JIIH 

^TsfRTRT15^3nf^ ^ 

I 

(3) Rlflbmn ’3TVTTR^'^#T'RlR^’*?ft3T^% 

(4) ^T^T3 mRi Ri«tiHn®f)nl -s^R Ri^i^in 'iiRin 4f|*Hi^^l I 

( 5 ) f^RJFfTWnf, H’®il<i ^ "RF^T TTRRsT *ii^ 31*^fV 'ft^TT 41*ii*3tinl ^ '^^Ri H^i H'nK ^<-1^ 

^TJjf 3|k ^fRfT PlR^Kl ^ I 

(6) ^ H i ahnl , ' ^^^^ (5) 

vfl % mRoir 

17. ftr^FFITrfRf, "Pt^ 16 %" 3 rRpTH (s) % ^ % ^it 4 ]+ii nt^ic^ihi^tRqn ^ 

I 

viRtH 

18, t ^ ^ ^ ^ ^ ^ 

3TWini 4 

U^lHul 4M<I«I 
^r^Ri 

19* w^- 'RT % WT ^ '^(tm ^ wFTm ^Rm iwiftf w^ ^Rw^if 

^ ^ ^ «FK ^f^Rl TTTflFR ^ ^JTTI^nt I ^aftHT RiPh^IMCF WFT^ WjRttFT 

ftPT^^?RnT13nR^T5FT^,71T^fT^'^'RT^'R^Rr^-ft^TFT^%'R7^3Ti3^^ ’RWliq)' 

^ "^TT^ ^ ftmto TtVh I ^ 

^ "dftin TWjrtfr 1 1 


20. Tfhpff %^ifRn gFi^ahni^* anW^'lqhi ‘^•g^ 'Sfrr 

<i®iiRi<fl ^ 'iiRfah jijnf^cii'Ti’i nfRnr ^1*511 % ^ Riv^, Rit>iR^i* ®fiVii 1 
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MOT TTSTOT : ^TMTMOTT 


S 

21. MftOT, ftTrilfeif ^ ^^iiq t ^°bn1 ^ 1^ ^ ^ TFT Mit 

<3H*?lPmi ^STJTT^it ^ftr % PihmI ^ 3T^ 1 :^ % wtwiT^ % ’T>^ ^ fMT^TOTT ’^TTOTTI 

WP^ ^ ^MTT % %T^ OTTPt^ I 

[m TT, 56/32/97-3TT^ OTT3TT-1] 
TTT. t^TT. TFT, TT^OT 


MINISTRY OF FINANCE 
(Department of Economic Afrair§) 

(Insurance Division) 

NOTIFICATION 
New Delhi, the 26th August, 1998 

G.S.R. 523 (E).— The following draft of the Redressal of Public Grievances Rules, 1998, which the Central 
Government proposes to make in exercise of the powers conferred by sub-section (1) of section 114 of the 1 nsurance Act, 1938 
(4 of 1938) is published, as required by sub-section (1) of the said section, for the information of all persons likely to be 
affected thereby and notice is hereby given that the draft will be taken into consideration by the Central Government on or 
after sixty days from the date of its publication in the Official Gazette. 

2. Any objection or suggestion which maybe received from any person with respect to the draft on or before the dates 
so specified will be considered by the Central Government. 

3. All objections or suggestions shall be addressed to the Director, Insurance Division, Department of Economic 
Affairs, Ministry of Finance, Lok Nayak Bhawan, New Delhi. 

DRAFT 

1. Short title.—^These rules maybe called the Redressal of Public Grievances Rules, 1998. 

2. Application.—^These rules shall apply to all the insurance companies operating in general insurance business and 
in life insurance business : 

Provided that the Central Government may exempt an insurance company from the provisions of these rules, if it is 
satisfied that an insurance company has already a grievance redressal machinery which fulfils the requirements of these rules. 

3. The objects of these rules are to resolve all complaints relating to settlement of claim on the part of insurance 
companies in cost effective, efficient and impartial manner. 

4. Definition.—In these rules unless the context otherwise requires :— 

(a) *‘Act” means Insurance Act, 1938; 

(b) ‘‘committee’’ means an advisory committee referred to in rule 19; 

(c) ‘Tmancial year” means period of twelve months commencing from the first day of April of any year and 
ending on 31st day of March of the succeeding year; 

(d) “General Insurance Corporation of India' ’ means a government company formed under sub-section (1) cf 
section 9 of the General Insurance Business (Nationalisation) Act, 1972 and shall include a subsidiary company 
of such company; 

(c) “governing body’ ’ means governing body of the Insurance Council constituted under sub-rule (1) of rule 5; 

(f) “Insurance Council” means the Life Insurance Council and the General Insurance Council referred to in 
section 64C of the Act; 

(g) “Insurance Regulatory Authority’ ’ means a body established by Government of India vide Resolution No. 
17(2)/94 Ins. V dated 23-1-96 to monitor the orderly growth of insurance industry, 

(h) “insurance Company ” means the Life Insurance Corporation of India, the General Insurance Corporation of 
India and any other company which has been given a licence to cany on business of life insurance or of the 
general insurance, as the case may be; 

(i) “insured person" means an individual by whom or on whose behalf an insurance policy has been taken oa 
personal lines; 
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(j) “Life Insurance Corporation of India" means the Life Insurance Corporation of India established under the 
Life Insurance Corporation Act, 1956, 

(k) 'Tersonal lines” means an insurance policy taken or given in an individual capacity 

5 Governing Body of Insurance Council. —(1) There shall be a Governing Body of the Insurance Council vvhich 
shall consist of one representative from each of the insurance companies. 

(2) The representative of an insurance company shall ordinarily be chairman or managing director or any of the 
director of such company. 

(3) The governing body shall formulate its own procedure for conducting its business including the election of the 
Chairman 

Provided that the Chairman of the Life Insurance Corporation of India shall act as the first Chairman of the governing 

body. 

6. Ombudsman,— (1) The governing body shall appoint one or more persons as ombudsman for the purpose of 
these rules. 

(2) An ombudsman shall be an eminent person of high standing integrity and having experience of judicial work 

(3) An ombudsman shall be appointed by the governing body from a panel prepared by the committee consisting 

of.— 

(a) Chairman of the Insurance Regulatory Authority — Chairman 

(b) Two representatives of the Insurance Council including one each from — Member 

the Life Insurance Business and from General Insurance business respectively. 

(c) One representative of the Central Government — Member 

7. Term of Office.— An ombudsman shall be appointed for a term of three years and shall be eligible for re¬ 
appointment ; 

Provided that no person shall hold office as such ombudsman after he has attained the age of sixty five j ears. 

8. Removal from office,— (1) An ombudsman may be removed from service for gross misconduct committed by 
him during his term of office. 

(2) The governing body may appoint such person as it thinks fit to conduct enquiry in relation to misconduct of the 
ombudsman. 

(3) All enquiries on misconduct will be sent to Insurance Regulatory Authority which may take a decision as to the 
proposed action to be taken against the ombudsman. 

(4) On the recommendations of the Insurance Regulatory Authority if the governing body is of opinion that the 
ombudsman is guilty of misconduct, it may terminate his services, 

9. Remuneration etc. of Ombudsman. — (1) There shall be paid to the Ombudsman a salary’ which is equal to the 
salary of the Judge of a High Court. 

(2) The other allowances and perquisites of the Ombudsman shall be such as may be specified by the Central 
Government. 

10. Territorial Jurisdiction of Ombudsman.— (1) The office of the Ombudsman shall be located at such place as 
may be specified by the Insurance Council from time to lime. 

(2) The governing body shall specify the territorial jurisdiction of each ombudsman 

(3) The ombudsman may hold sitting at various places within his area of jurisdiction in order to expedite disposal of 
complaints, 

11. Staff,— (1) The ombudsman shall have such secretarial staff as may be provided to him by the insurance council 
after having consultation with the ombudsman. 

(2) The ombudsman may engage the services of professional experts with a view to assist him in discharging his 
ftinctions. 

(3) The salary, allowances and perquisitics payable to ombudsman, the salary, allowances and other benefits payable 
to the staff of the Secretariat and all expenses incurred for the purposes of these rules shall be borne by the insurance council. 

(4) The ombudsman shall prepare the budget indicating the requirement of funds before the beginning of every 
financial year. ’ " 

(5) The budget of the office of ombudsman will be sent to the governing body. 

(6) The governing body will finalise the budget in consultation with the ombudsman and shall allocate the funds Id 
the office of ombudsman. 
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(7) The total expenses on ombudsman and his staff shall be incurred by the insurance companies who are members of 
the insurance council in such proportion as may decided by the governing body from time to time: 

Provided that till a decision is taken by the governing body, the entire expenditure shall be shared equally between the 
insurance companies in the life insurance business and general insurance business in equal proportion. 

(8) The share of expenditure which is to be incurred by each insurance company shall be in the ratio of premium 
income for the prev lous year of such company. 

ExplanationFor the purpose of this sub-rule' ‘premium income’ ’ means the gross direct premium income of the 
insurer without taking into account from time to time income on reinsurance accepted by the insurance company, 

12. Power of the Ombudsman : (1) The ombudsman may receive and consider 

(a) Complaints under rule 13; 

(b) any partial or total repudiation of claims by an insurer ; 

(c) any dispute in regard to premium paid or payable in terms of the policy; 

(d) any dispute on the legal construction of the policies in so far as such disputes relate to claims; 

(e) delay in the settlement of claims; 

(f) non-issue of any insurance document to customers after receipt of premium. 

(2) The ombudsman shall act as counsellor and mediator in matters which arc within his terms of reference and, if 
requested to do so in writing by mutual agreement by the insured person and insurance company. 

(3) The ombudsman’s decision whether the complaint is fit and proper for being considered by it or not shall be final. 

13. Manner in which complaint is to be made; (1) Any person who has a grievance against an insurer, may himself 
or through his legal heirs make a complaint in wnting to the ombudsman within whose jurisdiction the branch or office of the 
insurer complained against is located. 

(2) The complaint shall be in writing duly signed by the complainant or through his legal heirs and shall state clearly 
the name and address of the complainant, the name and address of the branch or office of the insurer against which the 
complaint is made, the facts giving rise to the complaint supported by documents, if any relied on by the complainant, the 
nature and extent of the loss caused to the complainant and the relief sought from the Ombudsman. 

(3) No complaint to the ombudsman shall lie unless - 

(a) the complainant had before making a complaint to the Ombudsman made a written representation to the 
insurer named in the complaint and either the insurer had rejected the complaint or the complainant had not 
received any reply within a period of one month after the insurer concerned received his representation or 
the complainant is not satisfied with the reply given to him by the insurer, 

(b) the complainant is made not later than one year after the insurer had rejected the representation or sent his 
final reply on the representation of the complainant; and 

(c) the complaint is not on the same subject matter, for which any proceedings before any court, or Consumer 
Forum, or arbitrator is pending or were so earlier. 

14. Ombudsman to act fairly and equitably : (1) The Ombudsman may, if he deems fit, adopt a procedure other 
than that mentioned in sub-rules (1) and (2) of rule 13 for dealing with a claim: 

Provided that the Ombudsman may ask the parties for necessary papers in support of their respective claims and 
where he considers necessary, he may collect factual information available with the insurance company. 

(2) The Ombudsman shall dispose of a complaint fairly and equitably. 

15. Recommendations made by the Ombudsman : (1) When a complaint is settled, through mediation of the 
Ombudsman, undertaken by him in pursuance of request made in writing by complainant and insurer through mutual agree¬ 
ment, the Ombudsman shall make a recommendation which he thinks fair in the circumstances of the case. The copies of the 
recommendation shall be sent to the complainant and the insurance company concerned. Such recommendation shall be made 
not later than one month from the date of receipt of the complaint. 

(2) If a complainant accepts the recommendation of the Ombudsman, he will send a communication in writing within 
15 days of the date of receipt of the recommendation. He will confirm his acceptance to Ombudsman and state clearly that 
settlement reached is acceptable to him, in totality, in terms of the recommendations made by the Ombudsman in full and final 
settlement of his complaint 
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(3) The Ombudsman shall send to the ln$urancc Company a copy of the recommendation alongwith acceptance letter 
received from the complainant. The insurer shall thereupon comply with the terms of the recommendations immediately not 
later than 15 days of the receipt of such recommendation and the insurer shall inform the Ombudsman of its compliance, 

16. Award; (1) Where the complaint is not settled by agreement under rule 15, the Ombudsman shall pass an award 
which he thinks fair in the facts and circumstances of a claim. 

(2) An award shall be in writing and shall state the amount awarded to the complainant ; 

Provided that the Ombudsman shall not award any compensation in excess of which is necessary to cover the loss 
suffered by the complainant as a direct consequence of the insured peril, or for an amount not exceeding rupees twenty lakhs 
(including ex-gratia and other expenses), whichever is lower. 

(3) The Ombudsman shall pass an award within a period of three months from the receipt of the complainant. 

(4) A copy of the award shall be sent to the complainant and the insurer named in the complaint. 

(5) The complainant shall furnish to the insurer within a period of one month from the date of the receipt of the award, 
a letter of acceptance that the award is in full and final settlement of his claim. 

(6) The insurer shall comply with the award within fifteen days of receipt of the acceptance letter under sub-rule (5) 
and it shall intimate the compliance to the Ombudsman. 

17. Consequences of Non-acceptanCe of Award : If the complainant does not intimate the acceptance under sub¬ 
rule (5) of rule 16, the award may not be implemented by the insurance company. 

18. Power to made £x-gratia Payment: If the Ombudsman deems fit, he may award an ex-gratia payment. 


CHAPTER IV 


MISCELLANEOUS PROVISIONS. 

19. Advisory Committee : An Advisory Committee consisting of not exceeding five eminent persons shall be noti¬ 
fied by the Government to assist the Insurance Regulatory Authority to review the performance of the Ombudsman from time 
to time. The Insurance Regulatory Authority shall decide the time, venue and quorum of such meeting. The Authority, after 
discussing the matter with the Governing Body, may recommend to Government appropriate proposals for effecting improve¬ 
ments in the functioning of Ombudsman. In the light of the recommendations made by the Insurance Regulatory Authorit>', 
the Government may carry out such amendments to these rules as they may deem fit. 

20. The Ombudsman shall furnish a report every year containing a general review of the activities of the office of the 
Ombudsman during the preceding financial year to the Central Government and such other information as may be considered 
necessary by it. In the Annual Report, the Ombudsman will make an annual review of the quality of services rendered by the 
insurer and make recommendations to improve these services. 

21. Recommendations of the Insurance Council : The Insurance Council may suggest to the Ombudsman such 
recommendations as it deems fit and which in its opinion will enhance the utility of the annual report and also so that the 
objectives of the rules are clearly analysed in terms of the activities in the year under review. Suggestions for long term 
improvement of insurance sector will be incorporated by the Ombudsman in his report, 
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